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SURGXFWLRQ RI SK\VLFDO DUWHIDFWV FRXSOHG ZLWK YDOXHGဨDGGHG




1HHO\ HW DO >@ GHILQHG VHUYLWL]DWLRQ DV WKH LQQRYDWLRQ RI
RUJDQL]DWLRQ¶VFDSDELOLWLHVDQGSURFHVVHVWREHWWHUFUHDWHPXWXDO
YDOXH WKURXJKDVKLIW IURPVHOOLQJSURGXFW WRVHOOLQJ3URGXFW
6HUYLFH6\VWHPV366LHLQWHJUDWHGRIIHULQJVRISURGXFWVDQG
VHUYLFHV
7KLV SURFHVV SDUWLFXODUO\ LQWHUHVWLQJ LQ WKHPDQXIDFWXULQJ
VHFWRUKDVEHHQGHVFULEHGIURPGLIIHUHQWYLHZSRLQWVL&KDVH
DQG (ULNVRQ >@ 9RVV >@ DQG 0DWKLHX >@ SURSRVH
FODVVLILFDWLRQV RI VHUYLFHV DQG FRUSRUDWH DSSURDFKHV WR
VHUYLWL]DWLRQ LL:LVHDQG%DXPJDUWQHU >@/HZLVHW DO >@
DQG 0DOOHUHW >@ GLVFXVV DQG DQDO\VHV WKH PDLQ GULYHUV RI
VHUYLWL]DWLRQ LLL WKH JXLGHOLQHV DQG PHWKRGV IRU WKH
LPSOHPHQWDWLRQ RI VHUYLWL]DWLRQ VWUDWHJLHV DUH GLVFXVVHG E\ D
QXPEHURIUHVHDUFKHUV>@LYIHZDXWKRUVGLUHFWO\DGGUHVV
WKH GHILQLWLRQ RI VHUYLWL]DWLRQ > @ RU LWV HYROXWLRQ LQ
PDQXIDFWXULQJ > @ Y VRPH VWXGLHV DUH UHODWHG WR WKH
FKDOOHQJHVWKDWPDQXIDFWXUHUVKDYHWRWDFNOHZKHQPRYLQJLQWR
VHUYLFHV >@ WKH DUFKLWHFWXUH RI VHUYLWL]HG RUJDQL]DWLRQV
> @ DQG WKH HIIHFW RI LWV DGRSWLRQ DV D FRPSHWLWLYH
PDQXIDFWXULQJVWUDWHJ\>@
'HVSLWH WKHPDQ\VWXGLHVRQ WKHSURFHVVRIPDQXIDFWXULQJ
VHUYLWL]DWLRQ IHZDUH WKH FRQFOXVLRQV UHODWHG WR WKH H[WHQW RI
WKLV SURFHVV DQG LWV HIIHFWV 7R WKH EHVW NQRZOHGJH RI WKH





UDQJHV IURPDERXW &KLQD WR86$ LL VHUYLWL]HG
PDQXIDFWXULQJ  FRPSDQLHV DUH ODUJHU WKDQ WUDGLWLRQDO
PDQXIDFWXULQJFRPSDQLHVLQWHUPVRIVDOHVUHYHQXHVLLLDWWKH
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DJJUHJDWHOHYHOWKH\DOVRJHQHUDWHORZHUSURILWVDVDSHUFHQWDJH
RI VDOHV LY WKH  FRPSDQ\ VL]H LQ WHUPV RI QXPEHUV RI
HPSOR\HHV LVDIDFWRURIVHUYLWL]DWLRQ LQVPDOOHU FRPSDQLHV
VHUYLWL]DWLRQDSSHDUV WRSD\RIIZKLOH LQ ODUJHU  FRPSDQLHV LW
SURYHVPRUHSUREOHPDWLFDQGYVHUYLWL]HGFRPSDQLHVVHHP
WREHSURQHWRDKLJKHUULVNRIEDQNUXSWF\7KHVDPHDXWKRUV
SRLQW RXW WKH PDLQ OLPLWDWLRQV RI WKHLU VWXG\ WKH VDPSOH RI
DQDO\]HG FRPSDQLHV LV KHWHURJHQHRXV LQ WHUPV RI VL]H FRUH
EXVLQHVVJHRJUDSKLFDOORFDWLRQHWFWKHFRPSDULVRQLVGRQHRQ
WKH DYHUDJH RI EDODQFH GDWD DQG QRW IROORZLQJ D VWDWLVWLFDOO\




DQDO\VLV RI WKH LPSDFW RI WKH SURFHVV RI VHUYLWL]DWLRQ RQ






 GHVFULEHV WKH PHWKRG RI DQDO\VLV ZKLOH WKH UHVXOWV DUH
SUHVHQWHGLQ6HFWLRQ7KHFRQFOXGLQJVHFWLRQVXPPDUL]HVWKH









JUHDWHU WKDQ  DQG EHORQJLQJ WR WKH 1$&( 1RPHQFODWXUH




JXLGHOLQHV SURSRVHG E\1HHO\ >@ 6LQFH WKH$,'$ GDWDEDVH
SURYLGHVDWH[WXDORYHUYLHZRIWKHFRUHDFWLYLWLHVFDUULHGRXWE\
HYHU\ LQGH[HG FRPSDQ\ DQ DXWRPDWLF OH[LFRJUDSKLFDO VHDUFK
ZLWKLQWKHWH[WXDORYHUYLHZKDVEHHQLPSOHPHQWHGLQRUGHUWR
FODVVLI\ FRPSDQLHV LQWR WKUHH GLIIHUHQW FDWHJRULHV L SXUH
PDQXIDFWXULQJ FRPSDQLHV LH WKRVH FRPSDQLHV ZKRVH
DFWLYLWLHVFDQEHFODVVLILHGRQO\DVPDQXIDFWXULQJDFWLYLWLHVLL










DQDO\]HGRYHUYLHZV UDQGRPO\GUDZQ IURP WKHVDPSOHRI
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3.2. Servitization by type of service 
7KH LGHQWLILFDWLRQ RI VHUYLWL]HG FRPSDQLHV LV SHUIRUPHG
DFFRUGLQJ WRDVHOHFWLRQRINH\ZRUGVZKLFK LISUHVHQW LQ WKH
JHQHUDO RYHUYLHZ RI WKH FRPSDQ\ GHVFULEH WKH SURYLGHG
VHUYLFHV%\JURXSLQJWKHNH\ZRUGVLWZDVSRVVLEOHWRFRQVWUXFW















x Installation and setup servicesWKHFRPSDQ\LQVWDOOVDQG
WHVWVLWVSURGXFWVDOVRWUDLQLQJWKHSHUVRQQHOLQFKDUJHRI
WKHLUXVH
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ZLWKWKHGHPROLWLRQFRQYHUVLRQRUUHF\FOLQJRIWKHSURGXFW
PDWHULDOV












VHUYLFHV LQ VHUYLWL]HGPDQXIDFWXULQJ FRPSDQLHV LQ ,WDO\ DOVR
SURYLGLQJ DQ LQVLJKW DERXW WKHLU GLVWULEXWLRQ LQ PHGLXP DQG
ODUJH HQWHUSULVHV 5HWDLO DQG GLVWULEXWLRQ GHVLJQ DQG
GHYHORSPHQW DQG PDLQWHQDQFH DQG VXSSRUW DUH WKH PRVW
FRPPRQVHUYLFHV
6RPH VHUYLFHV VXFK DV PDQDJHPHQW DQG RSHUDWLQJ RU
ILQDQFLDOVHUYLFHVDUHRIIHUHGWRDJUHDWHUH[WHQWE\ODUJHVL]H
FRPSDQLHV2WKHU VHUYLFHV VXFK DV ORJLVWLFV VHUYLFHV GR QRW
VHHPWREHLQIOXHQFHGE\WKHVL]HRIWKHVHUYLWL]HGFRPSDQ\
3.3. Servitization level  
7R EHWWHU TXDQWLI\ WKH SURFHVV RI PDQXIDFWXULQJ




FRQVXOWDQF\ VHUYLFHV KDV D VHUYLWL]DWLRQ OHYHO HTXDO WR 
$OWKRXJKTXHVWLRQDEOHDQGLPSURYDEOHZHEHOLHYHWKLVOHYHOWR










FRPSDQ\ VL]H7KH WUHQGRI WKH VHUYLWL]DWLRQ OHYHO LV WRJURZ
ZLWKWKHFRPSDQ\VL]H)LJXUHVKRZVWKDWZKLOHWKHRI
PHGLXPVL]H VHUYLWL]HG FRPSDQLHV RIIHUV D VLQJOH W\SH RI
VHUYLFHVWKLVSHUFHQWDJHGURSVWRIRUODUJHVL]HFRPSDQLHV
QXPEHU RI HPSOR\HHV JUHDWHU WKDQ  ZKLFK FRQYHUVHO\
PHDQVWKDWWKHKDVDVHUYLFHSRUWIROLRWKDWFRYHUVPXOWLSOH
VHUYLFHW\SHV
3.4. Servitization by manufacturing sector   
0DQXIDFWXULQJDFWLYLWLHVDUHFODVVLILHGLQGLIIHUHQWVHFWRUV
E\ 1$&( LH 1$&(  WR  VHH 7DEOH  IRU WKH
FRUUHVSRQGHQFH EHWZHHQ 1$&( FRGHV DQG PDQXIDFWXULQJ
VHFWRUV
)LJXUHVKRZVDQDQDO\VLVRIVHUYLWL]DWLRQGLVWULEXWLRQE\
PDQXIDFWXULQJ VHFWRU 'LIIHUHQFHV DPRQJ VHFWRUV DUH
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
)LJ6HUYLWL]DWLRQOHYHOSHU1$&(VHFWRU
$OVR WKH GLVWULEXWLRQ RI VHUYLFH W\SHVZLWKLQ HDFK1$&(
VHFWRU FDQ EH VLJQLILFDQWO\ GLYHUVH$V DQ H[DPSOH )LJXUH 
SURYLGHV WKH GLVWULEXWLRQ RI VHUYLFH W\SHV LQ 1$&( 
0DQXIDFWXUH RI PDFKLQHU\ DQG HTXLSPHQW DQG 
0DQXIDFWXUHRIIXUQLWXUH,WLVQRWHZRUWK\KRZFRPSDQLHVLQ
1$&( RIWHQ RIIHU GHVLJQ ORJLVWLF DQG UHWDLO VHUYLFHV DQG
YLUWXDOO\QRPDQDJHPHQWDQGRSHUDWLQJVHUYLFHV2QWKHRWKHU
KDQGWKHRIFRPSDQLHVLQ1$&(RIIHUVPDLQWHQDQFH













IRU HDFK QDWLRQ 1HHO\ FRQVLGHUV RQO\ D OLPLWHG VDPSOH RI































7KLV SDSHU LV DLPHG DW SUHVHQWLQJ D SLFWXUH RI WKH
VHUYLWL]DWLRQSURFHVVRIPDQXIDFWXULQJFRPSDQLHVLQ,WDO\7KH
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ZLGHVSUHDG UHDOLW\ WKH  RI WKH DQDO\]HG FRPSDQLHV
SURYLGHV HYLGHQFH RI D SRUWIROLR RI RIIHULQJV WKDW LQFOXGHV
GLIIHUHQW VHUYLFHFRPSRQHQWV7KHPDQXIDFWXULQJVHFWRUV WKDW




DQDO\]LQJ KRZ VHUYLWL]HG FRPSDQLHV DUH GLVWULEXWHG SHU HDFK
SURGXFWVHFWRU7KHVWXG\RIIHUVVHYHUDOHOHPHQWVRIQRYHOW\L
LWLVWKHILUVWDWWHPSWWRTXDQWLI\WKHSURFHVVRIPDQXIDFWXULQJ
VHUYLWL]DWLRQ LQ ,WDO\ LL LW DQDO\VHV WKHSURFHVVDFFRUGLQJ WR
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